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Dear Providers, 

In an effort to increase provider self-service usage, ACS solely has made a decision to change the IVR 
(interactive voice response system), call center policies and operations. To help achieve this goal, ACS 
is encouraging providers to use the IVR and GHP Web Portal. 

A review of the IVR revealed that providers were not fully using it. A study found the IVR was too 
cumbersome and had too many options. To respond to your needs, ACS identified areas for 
improvement. The streamlined main menu offers only five main options of the most commonly used 
functions. 

There have also been changes to policies and operations that you'll want to know about:  

� Automatic transfer to IVR. ACS has implemented a maximum capacity for the incoming call 
queue. When you call, if the queue is at maximum capacity, a message tells you that the call center is 
unable to take your call at that time and offers you the option to go to the IVR. If you do not choose 
to go to the IVR, your call is released. Another choice is to call at a non-peak time. To see a flow 
chart with the new IVR options, see page three and four of this banner message. 

� Option Changes made to the IVR. At the end of April, these two changes were made to the IVR: 

1. You now select menu option (such as 1 for Member Eligibility) before you are asked to enter an 
ID number. Before this change, you were asked for your ID number before you heard your menu 
options. 

2. The menu has been reduced from 11 options to 6. The other options are still available within the 
submenus. 

� New provider enrollment queue. ACS established a separate queue for provider enrollment issues.  

� No member eligibility or referral calls will be handled. To improve access to customer service 
representatives for claim status and other potentially intricate inquiries, calls that can be handled by 
automated systems will be redirected to the IVR. Customer service representatives will transfer 
callers requesting member eligibility information or general referral generation to the IVR. You can 
also use the GHP Web Portal to complete these transactions. 

� Inquiry limits. To serve as many providers as possible, ACS has put a five-question limit on calls. 
This enables the customer service representatives to handle more calls and encourages you to use the 
IVR and Web portal when possible. 

� New call center hours. The new call center hours are 8:00 a.m. to 5:00 p.m. The presumptive 
eligibility customer service representatives are available from 8:00 a.m. to 9:00 p.m. 
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The call center continues to take calls for emergency referrals, service limitations and retro eligibility 
load dates. Soon you will be able to use the Web portal to check retro eligibility load dates. If you are a 
registered Web portal user, you can now check retro eligibility load dates online. Check your banner 
messages for updates on the eligibility function availability. 
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Language path selection
(1 - English, 2 - Spanish)

New Member IVR

Greeting - Welcome to the Georgia
Health Partnership Member Voice

Response System...

Rotary Caller
Transfer to CSR

VDN 4011

Enter Member ID or SSNMember ID or SSN unknow n,
transfer to CSR VDN 4011

1
Play IVR in Spanish

2

Enter Member Date of  Birth

Enter
Gender

Conf identiality Code
Transfer to CSR VDN 4011

No conf identiality Code
Go to Main menu 1

Member Eligibility Service Limits CoPay Order New  Card Change Primary
Care Provider

All Other
questions

(main menu 2)

2 4 5 631

Enter Date of
Service

Retrieve/Play
Eligibility

Information

Replay
Message

Continue

Enter Another
Date of
Service

Enter Another
Member ID

Main Menu

1

2

1

2

#

Retrieve/Play
Statement

Replay Message

Enter Another
Member ID

Main Menu

1

2

#

Replay
Information

Transfer to CSR
VDN 4011

Main Menu

1

0

#

Transfer to
Member CSR

VDN 4011

Transfer to PCP
Change CSR VDN

4011

Pharmacy
Benef its Nurse Aide

Premium
Payments or

Address Change

System
Overview

Opt Out to CSR
VDN 4011

2 4 031

Transfer to
Express Scripts

VDN 4002

Transfer to Nurse
Aid Registry VDN

4036

Transfer to
Peach Care for
Kids VDN 4004

System and
Services

Information

Detailed
Information

Main Menu

1

2

3
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Language path selection
(1 - English, 2 - Spanish)

New Provider IVR

Greeting - Welcome to the Georgia
Health Partnership Provider Voice

Response Sys tem ...

Rotary Caller
Trans fer to CSR

VDN 4001

Provider IDProvider ID unknown, transfer to
CSR VDN 4001

1
Play IVR in Spanish

2

Mem ber Eligibility Claim s  Status Paym ent
Inform ation Service Lim its Prior

Authorization
All Other
ques tions

(m ain m enu 2)

2 4 5 63

Enter Date of
Service

Retrieve/Play
Eligibility

Inform ation

Replay
Message

Continue

Enter Another
Date of
Service

Enter Another
Mem ber ID

Main Menu

1

4

1

2

#

Enter Date of
Service

Replay Message

Enter Another
Date of Service,
Mem ber ID, or

Provider ID

Main Menu

1

2

#

Replay
Inform ation

Trans fer to CSR
VDN 4011

Main Menu

1

0

#

Enter Mem ber ID
or SSN

Trans fer to
CSR 4003

Pharm acy
Benefits

Nurse Aide

Premium
Paym ents  or

Address
Change

Sys tem
Overview

Opt Out to CSR
VDN 4011

2

* 0

3

1

Trans fer to
Express

Scripts  VDN
4002

Trans fer to
Nurse Aid

Regis try VDN
4036

Transfer to
Peach Care

for Kids  VDN
4004

Sys tem  and
Services

Information

Detailed
Information

Main Menu

1

2

3

Enter Mem ber ID
or SSN

Medicaid
CoPay Info

2

Enter Another
Provider ID

3

Confirm ation #
3

Trans fer to CSR
VDN 4001

0

1 2
Enter Claim  #,
Mem ber ID or

SSN

321

Main Menu

#

Play Inform ation

43

Lates t Paym ent
or Las t 3

Paym ents  info

21

Enter another
Provider ID

Main Menu

#

2

21

Replay
Inform ation

1

Enter another
Provider ID

Main Menu

#

2

Trans fer to CSR
VDN 4001

0

New Prior
Auth

1

0

Enter
Mem ber ID

1

Enter SSN

Enter PA #

3

2

Trans fer to
CSR 4003

0

GBHC Referral

4

Enter Mem ber ID,
SSN or Referral ID

Newborn

5

Trans fer to
Newborn
VDN 4005

Main Menu

#

321

Enter Date of
Service

For CSR - 0
For Main
Menu - #

Enter Provider,
Mem ber, or

Referral ID or
date of service

Replay
Information

321

#0

Trans fer to CSR
VDN 4001  


